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With China's rapid economic development, the enthusiasm of people involved in 
financial activities is growing, and financial activities have not been separated with 
people's lives and work. At the same time, the lining up of China's banks has become 
the focus of attention. How to solve the customers lining up is an important subject to 
the commercial banks. At present, as banks have been opening to the outside worlds, 
competition in the banking industry will become more intense. If lining up can not be 
effectively improved, it is bound to affect the image and competitiveness of the 
domestic commercial banks 
In this paper, we make use of Industrial and Commercial Bank of China A 
branch for the study to analyze the customer queuing problems. According to the 
article, resulting in the current business outlets A bank customer queuing problems, 
but the problem of A-branch services management is the root cause of customer 
queuing. Therefore, the solution is to improve the banking services management 
system, focusing on the establishment of "customer-centric" service management 
concepts, improving the various facilities of the building on basis of the serving 
quality. Of course, the article also pointed out that, A branch customer queuing 
problems is with a certain social character, in addition to strengthen the bank's own 
serving system, the support of national policy on the bank and the understanding and 
support of the general public are also necessary. Only in joint efforts of the country, 
banks and the public, can A bank customer queuing problems be solved. 
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 1.1.1 现实背景 
上银行，排长队，似乎已成中国老百姓的“家常便饭”，银行“排队现象”已成
为备受关注的一个社会问题。我国银行特别是国有银行的排队现象存在由来己
久，盛世指数数据管理有限公司在调查了北京、上海广州等 10 个城市的 1680
名客户后发布了《中国银行服务满意度指数报告》，报告指出，中国 78.2%的消
费者经常在银行中遇到排队的情况，消费者在银行排队等待的 长时间平均为
40 分钟，平均等待时间约为 14 分钟。银行排队问题也引起了我国金融管理当局
的重视，中国人民银行于 2008 年 5 月出台了《关于改进个人支付结算服务的通
知》，要求商业银行能够采取有效措施解决常排队的问题。 
作为国有商业银行的 A 银行厦门分行的各个营业网点也存在着严重的排队
问题。近日，笔者随机走访了 A 银行厦门分行的 5 个营业网点，发现从取号到
















































先利用银行排队模型对 A 银行排队系统进行说明，然后针对 A 银行厦门分行提
出相应的解决客户排队的对策和建议。具体框架如下图： 
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